
 
 
Patricia M. French 
Lead Counsel      300 Friberg Parkway 

Westborough, Massachusetts 01581 
       (508) 836-7394 
       (508) 836-7039 (facsimile) 
       pfrench@nisource.com
 
       September 21, 2006 
 
 
BY OVERNIGHT DELIVERY AND E-FILE 
 
Mary L. Cottrell, Secretary 
Department of Telecommunications and Energy 
One South Station 
Boston, MA  02110 
 
Re: Bay State Gas Company, D.T.E. 06-31
 
Dear Ms. Cottrell: 
 
 Enclosed for filing, on behalf of Bay State Gas Company (“Bay State”), please find Bay 
State’s responses to the following Information Requests: 
 
DTE-BSG-03-01 DTE-BSG-03-08  UWUA 04-01  UWUA 04-02  
 
 
UWUA 04-05  UWUA 04-09 REV USW 01-01 SUPP USW 01-25 SUPP 
 
 
USW 04-06  USW 04-08  USW 04-10   USW 05-03   
 
 
AG 03-01  AG 03-02  AG 04-01  AG-04-02  
 
 
AG 04-03    

 
 
Please do not hesitate to telephone me with any questions whatsoever. 

 
 Very truly yours, 
 

 
 

       Patricia M. French 
 

mailto:pfrench@nisource.com
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cc:   Paul Osborne (DTE) 

A. John Sullivan (DTE) 
Alexander Cochis, Assistant Attorney General (4 copies) 

 Charles Harak, Esq. (UWUA) 
 Nicole Horberg Decter, Esq. (USW) 
 Service List 
 
 
 
I hereby certify I provided a copy of the within by overnight courier or e-file to each individual 
on the official service list on file with the Secretary of the Department of Telecommunications 
and Energy. 
 
Dated at Westborough Massachusetts, this 21st day of September 2006. 
 
 
 
      _______________________________ 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

THIRD SET OF INFORMATION REQUESTS FROM THE DTE 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Danny G. Cote, General Manager, Operations 

 
 
DTE-BSG-3-1 Refer to the Company’s response to UWUA 2-2(A), Cause No. 42194 

at 14. Please provide, to the extent the Company relies on an Area 
Service Model business structure, a copy of the Area Service Model 
currently in use by the Company 

 
 
RESPONSE:  The Company does not rely on an “Area Service Model” business 

structure such as the one utilized by Bay State’s Indiana affiliate, 
NIPSCO.  Rather, Bay State operates three distinct service territories 
(Brockton, Springfield, and Lawrence) that are then segmented into 
13 geographic regions.  See Table DTE-BSG-3-1, below.  Bay State’s 
use of geographic regions is the most operationally efficient model, 
because it allows the Company to maintain a safe and reliable 
distribution system while minimizing travel, increasing productivity and 
matching manpower resources with workload demands by assigning 
service technicians where they are needed. 

. 
 

Table DTE-BSG-3-1 
Service Territory Sub –Sections 
 

Brockton (5)  Springfield (6)  Lawrence (2) 
Brockton  Chicopee  North 
Canton   Longmeadow  South 
Hanover  Ludlow 
Taunton  Northampton 
Wrentham  Springfield 

West Springfield 
       



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

THIRD SET OF INFORMATION REQUESTS FROM THE DTE 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Danny G. Cote, General Manager, Operations 

 
 
DTE-BSG-3-8 Refer to the Company’s response to Exh. BSG 1-13.  Please 

provide, to the extent such information is available, any future 
projections of staffing using the format of this chart, applying the 
Company’s current business model.  

 
RESPONSE: Please see Attachment DTE-BSG-3-8 for an estimate of Bay 

State’s full compliment of full-time employees as of July 2006.  
Assumptions used to develop this estimate included a review of 
existing manpower levels, assumed normal operating conditions, 
including weather, existing technology, historic employee turnover 
levels, etc.  As these conditions change, Bay State may revise this 
number from time to time. 



Bay State Gas Company
D.T.E. 06-31

Attachment DTE-BSG-3-8

Bay State Gas Company
Current Staffing Levels by Division
Full Compliment
Estimated as of June 30, 2006

Total
Brockton Springfield Lawrence Westboro Mass

Distribution 79 54 13 146
Meter 21 27 15 63
Customer Service 56 28 14 98
Admin 1 1 1 1 4
Northern Management 0

Total Field Opeartions 157 110 43 1 311

System Operations 16 12 4 1 33
Facilities 1 3 3 7
Meter Shop 8 8
Instrumentation 2 1 1 4
Construction 6 3 2 2 13
Operations Exec Admin 2 2

Total Other Operations 25 27 6 9 67

Operations Totals 182 137 49 10 378

Tech Ops-GIS-Maps 3 1 1 5
Engineering 3 3 2 8

Total Tech Ops 6 4 1 2 13

Dispatch 12 12
Scheduling 3 3 1 7
Data Entry 4 4
Support Ops Admin 1 1

Total Support Operations 19 3 1 1 24

Meter Reading 4 4 3 11
Field Collections 7 6 3 16

Total Meter to Cash 11 10 6 0 27

President & Regulatory Affairs 1 5 6
Communications 1 1 2
Cares 1 1
DSM 4 4

Total President & Staff 1 1 1 10 13

Call Center 65 65
Billing 21 21
Revenue Recovery 9 9
NE Retail Services & Sales 3 1 1 5
Sales Key Accounts 1 1
Fleet 7 5 12
Stores 4 4 2 10
Energy Supply 1 1

Total Location 254 241 60 24 579



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS OF LOCAL 273 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 
UWUA-04-01 (a) Has Bay State ever sought “recovery of the annual 

amortization of the acquisition premium in future [post-98-
31] rate proceedings?”   If yes, please specify the docket 
number and date of the filing. 

 
 (b)   If the answer to (a) is “no,” has Bay State (or any related 

company) calculated the extent of merger-related savings?  
If such a savings calculation has been performed, please 
provide a copy of the calculation including all related work 
papers. 

 
RESPONSE: (a) Bay State has not sought recovery of the annual 

amortization of the acquisition premium associated with the 
NIPSCO acquisition of Bay State Gas Company in any rate 
proceeding.   

 
 (b) Neither Bay State (nor any related company) has a  

calculation of merger-related savings associated the 
NIPSCO acquisition of Bay State Gas Company.   
 

 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS OF LOCAL 273 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 
UWUA-04-02:  [See UWUA 1-1] 
 

Please provide a copy of Kathleen O’Leary’s resume. 
 

 
RESPONSE: Please see Attachment UWUA-04-02 for a copy of Kathleen 

O’Leary’s vitae. 
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS OF LOCAL 273 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 
UWUA-04-02:  [See UWUA 1-1] 
 

Please provide a copy of Kathleen O’Leary’s resume. 
 

 
RESPONSE: Please see Attachment UWUA-04-02 for a copy of Kathleen 

O’Leary’s vitae. 
 



Kathleen O'Leary
Senior Vice President - NiSource Corporate Services Corporation

Kathleen O'Leary became senior vice president of Energy Distribution Regulated
Revenue for NiSource in April 2005. She is responsible for regulatory strategy,
energy supply services, large customer relations, gas transportation services and
state public affairs across the nine states the NiSource energy distribution
companies operate.

A Virginia native, she began her Columbia career in 1978 as attorney for
Columbia Gulf Transmission in Houston. She was named director of Federal
Government Affairs in 1984 and represented the Columbia Gas local distribution
companies in Washington D.C.

She worked in various government affairs roles for the former Columbia Gas
System and was named vice president of Public Affairs for the Columbia
pipelines in 1996. She assumed responsibility for leading the pipeline Human
Resources functions in 2000. In 2001, she was named senior vice president of
Human Resources and Public Affairs with responsibility for the NiSource
pipelines and the NiSource exploration and production company. She was
named president of Columbia Gas of Virginia in 2003 and assumed her current
position in 2005.

O'Leary has a B.A. in Political Science from St. Michael's College in Burlington,
VT, and a J.D. from Loyola Law School in New Orleans. She was the 2006
commencement speaker at St. Michael's College, where she was awarded an
honorary doctor of laws. She is a member of the bar in the District of Columbia

and Texas. She has served as chairman of the National Energy Resources
Organization in Washington, D.C. and as chairman of the American Gas
Association's pipeline safety task force.

Bay State Gas Company
DTE 06-31

Bay State's Response to UWUA 4-2
Attachment UWUA 4-2

Page 1 of 1
   



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS OF LOCAL 273 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 
UWUA-04-05:  [See UWUA 1-3] 
 

Did Mr. Bryant have any conversations or meetings with any 
Department Commissioners prior to the filing of DTE 05-27 
regarding the rate increase in general or any specific any issue 
raised by that filing?  If so, please provide the date(s) of any such 
conversations or meetings; who participated in the conversations 
or meetings; and any notes of such conversations or meetings. 
 
 

RESPONSE: To the best of Mr. Bryant’s recollection, Mr. Bryant had informal 
conversations with then-Chairman Afonso regarding Bay State’s 
desire to initiate a base rate proceeding in 2005.  Mr. Bryant may 
have also had a similar informal conversation with Commissioner 
Connelly.  Mr. Bryant is unable to identify specific dates of any 
such conversations and has no notes regarding such 
conversations or meetings.  The specific subject of the Company’s 
need to accelerate its bare steel infrastructure replacement and 
the intention to file for an annual adjustment mechanism to cover 
the cost of this program would, most likely, have been the only 
specific discussed regarding the intended base rate filing. 

 
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS OF LOCAL 273 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Danny G. Cote, General Manager, Operations 

 
 
UWUA-04-09:  [See UWUA 1-4, pp. 96, 113] 
 

Please describe the current status of the complaints Stiles & Hart 
Brick Company has raised with the company, including (i) whether 
the company ever reinstalled “the gas meter and associated 
piping and equipment” as referenced in Christopher Bourne’s 
January 10, 2006 letter [include details of any reinstallation work]; 
(ii) whether the meter was tested after January 10, 2006 [include 
test results]; and (iii) whether the dispute between Stiles & Hart 
and the company has been resolved. 
 

REVISED RESPONSE:  
(i) The Company did not reinstall the “gas meter and associated 

piping and equipment” referenced in Mr. Bourne’s January 10, 
2006 letter, because Stiles & Hart has not provided Bay State with 
its capacity requirements for the new meter run as was required in 
Mr. Bourne’s January 10, 2006 letter.  Attachment UWUA 04-09 
provides the numerous requests by Bay State for the capacity 
information.  Also included, as Attachment UWUA 04-09(B), is the 
decision of the Commonwealth of Massachusetts Superior Court 
granting Bay State partial summary judgment in litigation filed by 
Stiles & Hart.  Superior Court Civil Action No. PLCV 2003-0375a  
(Mar. 16, 2006). 

 
(ii) The gas meter was not tested after January 10, 2006. 
 
(iii) The dispute between Stiles and Hart and the Company is not yet 

resolved. 
 



Attachment UWUA 4-9(A)
D.T.E. 06-31

Bay State's Response to UWUA 4-9
 Page 1 of 10  
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Attachment UWUA 4-9(B)
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COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIRST SET OF INFORMATION REQUESTS FROM THE USW 
D.T.E. 06-31  

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

Sherry H. Gavito, VP, Governance 
 
 
USW 1-1: From June 1, 2005 to date, identify every affiliate of NiSource that has 

outsourced call center, credit, collections,  billing, or any other functions 
under the June 2005 Agreement between NiSource Corporate Services 
Company (“NCSC”) and IBM.  Additionally, for each outsourced function 
at each affiliate, provide the date that outsourcing was actually 
implemented. 

 
 
RESPONSE:  
 

Objection.  The question is irrelevant to this proceeding where Bay 
State’s service quality for its customers and where the relationship 
between the jurisdictional company, Bay State, and its Parent, NiSource, 
is in issue.  Activities of other distribution company affiliates are not in 
issue in this proceeding. 

 
SUPPLEMENTAL  
RESPONSE:  

The affiliates that utilize certain functions provided under the June 
2005 Agreement between NCSC and IBM include Bay State, 
Columbia Gas of Kentucky, Columbia Gas of Maryland, Columbia 
Gas of Ohio, Columbia Gas of Pennsylvania, Columbia Gas of 
Virginia, Columbia Gas Transmission, Columbia Gulf Transmission, 
Crossroads Pipeline, Granite State Gas Transmission, Kokomo Gas 
and Fuel Co., Northern Indiana Fuel & Light Co., Northern Indiana 
Public Service Co., Northern Utilities, Whiting Clean Energy, NiSource 
Retail Services, Energy USA/TPC, NiSource Energy Technologies, 
NiSource Capital Markets, Inc., Columbia Energy Services 
Corporation, Columbia of Ohio Receivables Corporation, Granite 
State Gas Transmission, Inc., Hardy Storage Company, LLC., Lake 
Erie Land Company, Millennium Pipeline Company, L.P., NiSource 
Inc., NiSource Corporate Services Company, NiSource Finance 
Corp., NIPSCO Receivables Corp., PEI Holdings, Primary Energy, 
Inc., and Whiting Leasing, LLC. 
The outsourcing agreement between NCSC and IBM was effective 
July 1, 2005.  The commencement dates for service based on service 
area, are provided in Table USW 1-1 SUPP. 
 



TABLE USW 1-1 SUPP 
 

Service 
Area/Service Tower 

Commencement Date Affiliates Served as of 
Commencement Date 

Customer Call 
Centers 

July 1, 2005 Columbia Gas of Ohio, 
Columbis Gas of Viriginia, 
Columbia Gas of Maryland, 
Columbia Gas of Kentucky, 
Columbia Gas of Pennsylvania 

Sales Centers December 19, 2005 Bay State, Northern Utilities, 
Northern Indiana Public 
Services Company, NiSource 
Retail Services in Ohio and 
Kentucky 

Supply Chain July 1, 2005 All 
Meter to Cash July 1, 2005 All 
Finance and 
Accounting 

November 1, 2005 All 

Information 
Technology 

July 1, 2005 All 

Human Resources October 31, 2005 All 
Work Management 
System 

July 1, 2005 All 

   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIRST SET OF INFORMATION REQUESTS FROM THE USW 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Sherry H. Gavito, VP, Governance 

As to Objection:  Legal Counsel 
 
 
USW 1-25: To date, provide all documents regarding or relating to the means BSG, 

NiSource, and/or NCSC use to monitor functions outsourced to IBM 
and/or its second tier vendors to ensure that IBM maintains and/or 
improves upon service quality standards under the IBM-NiSource 
Agreement.  

 
 
RESPONSE: Objection.  The question is irrelevant to this proceeding where Bay 

State’s service quality on behalf of its customers and where the 
relationship between the jurisdictional company, Bay State, and its 
Parent, NiSource, is in issue.  Moreover, the question is a fishing 
expedition into the affairs of non-jurisdictional companies since it requests 
information belonging to entities that have no demonstrated effect on Bay 
State service to its customers.  Finally, some functions under the 
Agreement are non-core functions and have no impact on service quality 
and are thus irrelevant to this proceeding. 

 
 Notwithstanding this objection, but rather specifically maintaining it, Bay 

State would state that it is currently investigating whether it has materials 
that may be responsive to the request. 

 
SUPPLEMENTAL RESPONSE: 
 
 As part of the Governance process, IBM’s performance is regularly 

monitored in each functional area and discussions related to the 
performance of either IBM or NiSource under the Agreement are 
reviewed and resolved by the Governance organization.  Materials related 
to this process and oversight constitute a business secret, are intellectual 
property of both companies, and are highly proprietary to NiSource and to 
IBM.  Some materials supporting the Governance organization may also 
be privileged.  Bay State will make non-privileged proprietary 
documentation evidencing the support of the Agreement monitoring 
process available to the parties in D.T.E. 06-31 for visual review (but not 
copying), subject to a signed non-disclosure agreement, at the Boston 
offices of Bay State’s counsel, Nixon Peabody LLP, at a mutually agreed-
upon time. 

 



Bay State Gas Company 
D.T.E. 06-31 

Bay State’s Response to USW 1-25 Supplemental 
Page 2 of 2 

 
 
 

By way of explanation of how the governance activities are undertaken, 
the following should be noted.  NCSC monitors IBM’s performance and 
improvements to service quality through two measurements, (i) Service 
Level Agreement methodology and (ii) utilization of Resource Units.  
Service Levels relate to the quality of IBM’s performance in each service 
area and Resource Units track the quantity of work performed by IBM.   

 
NCSC methodology and management of performance indicators was 
previously provided in Attachment USW 1-25. 

 
Additionally, the utilization of Resource Units is measured in each service 
area by category and a corresponding unit of resource utilization on a 
calendar month basis.  During the negotiations with IBM, NCSC analyzed 
the historical data surrounding the metrics related to call volumes, types 
of calls and type of work within the Contact Center in Smithfield, PA.  This 
information was used to calculate the quantity of Resource Units to be 
utilized by IBM to operate the Contact Center.  Collectively, this data is 
the baseline financial operational metric to measure the quantity of work 
performed by IBM.  The types of Contact Center Resource Units and 
measurement of those units was previously provided on Attachment USW 
1-23 (Three).   

 
This baseline of Resource Units changes throughout the Agreement to 
account for the new efficiency and effectiveness expected by NCSC for 
implementing specific transformation projects in the Contact Centers.  
These transformation projects change the business processes and 
technology utilized by the Contact Centers in order to increase customer 
satisfaction and to elevate the customer experience.   

 
NCSC manages Resource Units use in the Contact Center as a 
performance indicator to insure IBM’s effectiveness in managing work 
load and increasing efficiency for NCSC customers.  Management of 
these Resource Units will insure automation of previously manual internal 
processes, while increasing the percentage of self-service calls and 
improved customer satisfaction on self-service options. 

 
 
 
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS FROM THE USW 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Sherry H. Gavito, VP Governance 

 
 
USW 4-6: Provide all vendor proposals in made response to NCSC’s February 2005 

RFP (USW 1-14 Confidential Attachment). 
 
 
RESPONSE: All responses to the RFP are confidential according to the terms of the 

RFP.  Moreover, none of the bidders gave NCSC written permission to 
release their losing bids. 

 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS FROM THE USW 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Sherry H. Gavito, VP Governance 

 
 
USW 4-8: Referring to your response to USW 1-31, please confirm that no 

employee or agent of BSG, NCSC, or IBM has performed any analysis of 
the projected cost savings BSG would realize per annum by outsourcing 
its customer facing functions consistent with the June 2005 NCSC-IBM 
Agreement to date.  If this is not the case, provide all documents 
regarding or relating to the cost savings BSG is projected to reap should it 
adopt the June 2005 NCSC-IBM Agreement’s outsourcing provisions.  

 
 
RESPONSE: Please see Bay State’s response to USW 3-15 for projected cost savings.  

Specifically, see pp. 8-9 of Attachment USW 3-15A and Attachment USW 
3-15B. 

 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS FROM THE USW 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 
USW 4-10: Referring to your supplemental response to USW 1-32:  
 

1) Confirm that BSG and NCSC do not have any documentation 
regarding the number of trunk lines in place between 1999 
and 2001.  To the extent this is not the case, provide all 
available information regarding trunk line capacity during this 
period.  

 
2) Additionally, provide a table addressing trunk line capacity for 

the Springfield Call Center from July 1, 2002 to the present 
date. 

 
3) Provide the number of calls the Springfield Call Center was 

able to simultaneously have on its lines directly prior to 
January 1, 2003 and directly after January 1, 2003 (after the 
telephone switch was upgraded).  

 
4) Provide all evidence supporting your statement that “This 

enhancement [the new telephone switch], which resulted in 
the sharing of capacity among the three queues . . ., 
combined with the movement toward a universal customer 
service representative model has resulted in a more efficient 
call center operation.”   

 
 
RESPONSE: 1) So confirmed. 
 

2) The Company was unable to locate any additional trunk line 
capacity data for the requested period other than that which was 
previously provided in the Company’s response to Attachment 
USW 1-32 SUPPLEMENT. 

 
3) The number of calls that were simultaneously able to enter the 

Company’s Springfield Contact Center both directly prior to 
when it upgraded its telephone switch in 2003 (i.e., THEN) and 
directly following this upgrade (i.e., NOW) are as follows:  THEN 
– 115 total simultaneous calls with a maximum of 37 
simultaneous calls associated with the Credit queue, 38 



Bay State Gas Company 
D.T.E. 06-31 

USW 4-10 
Page 2 of 2 

 
associated with the Billing queue, and 40 associated with the 
Service queue, respectively; NOW – 94 total simultaneous calls 
for any combination of Credit, Billing and Service queues.  As 
noted in its response to USW 1-32 SUPPLEMENT, this upgrade 
helped facilitate the Company’s more efficient call center 
operation by allowing more control of which customer service 
representatives handled the total volume of calls. 

 
4) Please see Attachments USW 4-10 (A) – (E) for monthly 

network busy-out statistics between 2002 and 2006, 
respectively.  This information supports Bay State’s position that 
(1) its decision in 2002 to address the busy-out situation by 
adding more lines was effective, (2) there was no negative 
impact on busy out rates immediately following the 
implementation of a new switch in January 2003, considering the 
call volume levels faced between February and  June 2003 and 
(3) the Company’s busy out rates from 2003 – 2006 continue to 
fall well below the industry standard, which is approximately 2%. 

 
 



Bay State Gas Company
D.T.E. 06-31

Attachment USW 4-10 (A)

Springfield Call Center
Busy signal
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Jan-02 59,592         3,229          5.4%
Feb-02 63,159         7,542          11.9%
Mar-02 82,262         17,469         21.2%
Apr-02 153,548       82,166         53.5%
May-02 114,009       36,204         31.8%
Jun-02 74,991         8,973          12.0%
Jul-02 66,631         4,708          7.1%
Aug-02 70,713         7,579          10.7%
Sep-02 67,116         5,515          8.2%
Oct-02 110,218       3,514          3.2%
Nov-02 73,032         415             0.6%
Dec-02 54,295         640             1.2%
YTD 989,566       177,954       18.0%

M
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th



Bay State Gas Company
D.T.E. 06-31

Attachment USW 4-10 (B)

Springfield Call Center
Busy signal
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Jan-03 99,514         294             0.3%
Feb-03 106,332       2,919          2.7%
Mar-03 120,309       11,052         9.2%
Apr-03 123,894       6,936          5.6%
May-03 120,928       4,362          3.6%
Jun-03 110,676       3,044          2.8%
Jul-03 85,657         4                 0.0%
Aug-03 74,158         67               0.1%
Sep-03 78,646         4                 0.0%
Oct-03 93,443         144             0.2%
Nov-03 77,863         69               0.1%
Dec-03 NA NA
YTD 1,091,420    28,895         2.6%
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Bay State Gas Company
D.T.E. 06-31

Attachment USW 4-10 (C)

Springfield Call Center
Busy signal
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Jan-04 95,886             28                0.0%
Feb-04 90,232             197              0.2%
Mar-04 95,091             183              0.2%
Apr-04 84,750             49                0.1%
May-04 98,873             32                0.0%
Jun-04 85,010             13                0.0%
Jul-04 81,240             97                0.1%
Aug-04 80,392             47                0.1%
Sep-04 81,198             7                  0.0%
Oct-04 97,776             13                0.0%
Nov-04 83,283             47                0.1%
Dec-04 80,344             11                0.0%
YTD 1,054,075        724              0.1%

M
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th



Bay State Gas Company
D.T.E. 06-31

Attachment USW 4-10 (D)

Springfield Call Center
Busy signal
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Jan-05 92,480              136              0.1%
Feb-05 91,346              54                0.1%
Mar-05 102,624            22                0.0%
Apr-05 93,923              19                0.0%
May-05 109,506            187              0.2%
Jun-05 105,339            783              0.7%
Jul-05 88,277              170              0.2%
Aug-05 89,557              34                0.0%
Sep-05 82,571              19                0.0%
Oct-05 96,733              24                0.0%
Nov-05 92,638              95                0.1%
Dec-05 85,350              10                0.0%
YTD 1,130,344         1,553           0.1%
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Attachment USW 4-10 (E)

Springfield Call Center
Busy signal
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Jan-06 85,350         150             0.2%
Feb-06 102,664       22               0.0%
Mar-06 114,573       45               0.0%
Apr-06 97,577         71               0.1%
May-06 117,653       107             0.1%
Jun-06 101,021       25               0.0%
Jul-06 -              -              
Aug-06 -              -              
Sep-06 -              -              
Oct-06 -              -              
Nov-06 -              -              
Dec-06 -              -              
YTD 618,838       420             0.1%
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COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIFTH SET OF INFORMATION REQUESTS FROM THE USW 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 
USW 5-3: Provide all documents informing, regarding, or relating to Mr. Bryant’s 

analysis of whether BSG should utilize IBM for customer service, billing, 
sales, and other functions both prior to and after June 21, 2005.    
 

 
RESPONSE: Please see the Company’s response to USW 3-15 and USW 4-4 

regarding the potential for utilizing IBM for call center and meter to cash 
functions in Springfield, MA.  CONFIDENTIAL Attachment USW 5-3 
provides an economic comparison between the current cost of the 
Brockton Meter to Cash functions and the cost that would be expected if 
IBM provided these services.  This analysis estimates significant annual 
operating cost savings from 2007 through 2015 if IBM provided these 
services. 

 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

THIRD SET OF INFORMATION REQUESTS FROM THE ATTORNEY GENERAL 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 
AG 3-1: Please refer to the AG 2-3, which states:  

AG 2-3: Please state whether the Company uses a system of monthly, quarterly  
or yearly budgeting. For each of the years 1999-2006, please identify and  
produce a copy  of these budgets for each department and cost category for the  
Company.  

Please refer to the Company’s response to AG 2-3, where the Company 
states an objection that reads, in part: “Materials dating to 1999 are 
irrelevant to this inquiry that takes place in 2006, when Bay State has met 
its service quality metrics for over three years.”  

a)  Please provide all facts and citation to Department orders that 
restricts the scope of this proceeding to an inquiry that takes place in 
2006, and excludes examining the years 2005, 2004, 2003, 2002, 
2001, 2000 and 1999. This question does not seek legal argument or 
legal conclusions.  

b)  In what year did the Department approve the acquisition of Bay State 
by Northern Indiana Public Service Company Industries, Inc.?  

 
RESPONSE: (a)  Notwithstanding the assertion in this subsection, this section calls 

for a legal conclusion and takes issue with a filed objection.  Mr. Bryant is 
not a lawyer. 

 
(b) The Department approved the acquisition of Bay State by NIPSCo 
in D.T.E. 98-31 (1998). 

 
 
 
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

THIRD SET OF INFORMATION REQUESTS FROM THE ATTORNEY GENERAL 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 
AG 3-2: Please refer to the AG 2-4, which states:  

AG 2-4: In which department(s) and cost categories included in the response to 
AG-2-3 was the Company successful in reaching its budget targets?  

Please refer to the Company’s response to AG 2-4, where the Company 
states an objection that reads, in part: “Materials dating to 1999 are 
irrelevant to this inquiry that takes place in 2005, when Bay State has met 
its service quality metrics for over three years.”  

a) Please provide all facts and citation to Department orders that restricts 
the scope of this proceeding to an inquiry that takes place in 2005, and 
excludes examining the years 2006, 2004, 2003, 2002,  2001, 2000 and 
1999. This question does not seek legal argument or legal conclusions.  

RESPONSE: Notwithstanding the assertion in section (a), this question calls for a legal 
conclusion and takes issue with a filed objection.  Mr. Bryant is not a 
lawyer. 

 
 
 
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS FROM THE ATTORNEY GENERAL 
D.T.E. 06-31 

 
Date: September 21, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 

AG-4-1  Please refer to the response to AG 2-6, which states, in part “The 
NiSource Board of Directors approves each budget annually as part of 
the NiSource financials.”  

a) Provide a copy of the minutes of the meeting of 
the NiSource Board of Directors that approved the budget for BayState 
for the years 2006 to 1999.  

b) Provide a copy of the minutes of the meeting of 
the NiSource Board of Directors that approved the main replacement 
budget for BayState for the years 2006 to 1999.  

c) Provide any presentations, handouts, budget 
analysis or reports to the NiSource Board of Directors for the years 2000 
to 2004 that address the BayState budget.  

d) Provide any presentations, handouts, budget 
analysis or reports to the NiSource Board of Directors for the years 2000 
to 2004 that address the BayState budget for staffing levels and main 
replacement.  

 
RESPONSE:  

a) Please see Attachment AG 4-01 for the NiSource Inc. (“NiSource”) 
Board of Director (“BOD”) meeting notes from November 30, 1999.  
Following an extensive search, Bay State has determined that this is 
the only set of NiSource BOD meeting notes over the requested time 
period wherein Bay State’s budgets were specifically referenced.  The 
majority of the BOD financial discussions present NiSource on a 
combined basis.  Attachment AG 04-01 has been modified to reflect 
only the requested information from the BOD meeting on November 
30, 1999. 

 
b) No BOD meeting notes for the requested time period discussed a 

budget for Bay State’s main replacement program. 



Bay State Gas Company 
D.T.E. 06-31 

Bay State’s Response to AG 4-01 
Page 2 of 2 

 
 
 
 

c) No information, presentations, handouts, budget analysis or reports 
made to the NiSource BOD discussed Bay State’s budget between 
2000 and 2004. 

 
d) No information, presentations, handouts, budget analysis or reports 

made to the NiSource BOD discussed the budget for Bay State’s 
staffing levels and/or its main replacement program. 
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